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MEMORANDUM 
 
TO: Executive Directors 
 Area Agencies on Aging  
 
FROM: Faye D. Cates, MSSW, Human Services Program Coordinator 
 
DATE: November 9, 2004 
 
SUBJECT:  2-1-1 TO EXPAND TO VIRGINIA 
 
 
Since 2002 we have shared information about the 2-1-1 movement initiated by United 
Way.  This is a telephone number that has been set aside by the FCC to use for health 
and human services information and referral.  Virginia is proud to be one of the next 
states launching 2-1-1.  It will be implemented on a regional basis with the Council of 
Community Services Information & Referral Services in Roanoke as the pilot site.   
 
The 2-1-1 system in Virginia will ensure that all citizens of the Commonwealth will have 
access to reliable health and human service information and referrals 24 hours per day, 
7 days per week. This system will build upon the existing Virginia Statewide Information 
& Referral System (l&R), which is state code-mandated and has been in operation for 25 
years.  I&R currently utilizes a lengthy toll-free number (1-800-230-6977) to provide 
services, and looks forward to launching the easy to remember 2-1-1 number.  
Implementation of the 2-1-1 system will be a public-private partnership and additional 
grants and memorandums of understanding (MOU) are needed to fund the program. 
  
The foundation for 2-1-1 VIRGINIA is in place. You can help build on I&R and 
implement 2-1-1 by using the system in lieu of establishing new toll-free numbers for 
health and human services and by using the existing data base through a MOU. The 
new 2-1-1 system will eliminate the need for additional toll-free lines and provide 
enhanced access to information, which could result in cost savings for your agency.  Trained 
and certified responders will answer calls to 2-1-1.  They will not only be familiar with their 
regions, but will have access to the statewide database.  It is expected that 2-1-1 can reduce  
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the number of non-emergency calls to 9-1-1, freeing those responders for true 
emergencies. 
 
For your information, attached is a 2-1-1 fact sheet.  You can visit the I&R website at 
www.vaiandr.com or the national website at www.211.org.  If you would like more 
information or are interested in a MOU, you can contact Kittie H.Winston, I&R Program 
Manager, Department of Social Services at (804) 726-7117.   
 

http://www.vaiandr.com/
http://www.211.org/


  

DEPARTMENT OF SOCIAL SERVICES 

September 27,2004 

Mr. Jay W. Debocr, Commissioner 
Department for the Aging 1600 
Forest Avenue Preston Building, 
Suite 102 Richmond, VA 23229 

Dear Mr. Deboer; 

The Federal Communications Commission has designated the three-digit telephone number 2-
1-1 for "access to community information and referral services." The number, similar to 9-1-1 and 4-
1-1, provides enhanced access to human services information and referral. 

The 2-1-1 movement is gaining momentum across the nation, and Virginia is proud to be one 
of the next states launching 2-1-1. I'm pleased to report that 2-1-1 wil! be implemented on a regional 
basis with the Council of Community Services Information & Referral Services in Roanoke as the 
pilot site. 

The 2-1-1 system in Virginia will ensure that all citizens of the Commonwealth will have 
access to reliable health and human service information and referrals 24 hours per day, 7 days per 
week. This system will build upon the existing Virginia Statewide Information & Referral System 
(l&R), which is state code-mandated and has been in operation for 25 years. I&R currently utilizes a 
lengthy toll-free number (1-800-230-6977) to provide services, and looks forward to launching the 
easy to remember 2-1-1 number. Implementation of the 2-1-1 system will be a public-private 
partnership and additional grants and memorandums of understanding 
(MOD) are needed to fund the program. 

» 

The foundation for 2-1-1 VIRGINIA is in place. You can help build on I&R and implement 
2-1-1 by using the system in lieu of establishing new toll-free numbers for health and human services 
and by using the existing data base through a MOU. The new 2-1-1 system will eliminate the need for 
additional toll-free lines and provide enhanced access to information, which could result in cost 
savings for your agency. Trained and certified responders will answer calls to 2-1-1. They will not 
only be familiar with their regions, but will have access to the statewide data base. It is expected that 
2-1-1 can reduce the number of non-emergency calls to 9-1-1, freeing those responders for true 
emergencies. 
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MEMORANDUM 
 
TO:   Executive Directors 
 Area Agencies on Aging 
 
FROM:   Faye D. Cates, MSSW, Human Services Program Coordinator 
 
DATE:   November 9, 2004 
 
SUBJECT:  EMERGENCY EVACUATION:  SAFE EGRESS OF PERSONS WITH  
                       DISABILITIES FROM TRANSIT SYSTEMS  
 
As mandated by the Americans with Disabilities Act of 1990, passengers with and without 
disabilities have equal access to public transportation.  Persons with disabilities also have the 
same right to safe egress from vehicles during an emergency.  Getting out of a bus or train in an 
emergency can be hard for anyone, but people with disabilities face special challenges.  
Now, Easter Seals has produced a fact sheet for transit operators, suggesting things to keep 
in mind.  This includes keeping pictograph cards or paper and pencil on hand to 
communicate with people who cannot speak or hear.  It is also important to develop a consoli-
dated evacuation plan, rather than having separate plans for people with and without 
disabilities.  Finally, it helps to let people with disabilities take the lead in directing their 
own rescue.  Please see the attachment Emergency Evacuation: Safe Egress of 
Persons with Disabilities from Transit Systems, which provides tips on: 
 

• Planning for safe evacuation 
• What to do during an emergency 
• What to do after an emergency 
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